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Summary. The purpose of Ms. Frankd’ stestimony isto recommend the imposition of service
quality and rdiahility performance, monitoring and reporting requirements governing
service provided by Centra Vermont Public Service Corporation, aswell asto
recommend remedies for certain consumer protection matters.
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Prefiled Rebuttal Testimony
of
Deenal. Franke
Please gtate your name and occupation.

My nameis Deena L. Frankd, and | am the Director of Consumer Affairs & Public
Information for the Vermont Department of Public Service (“DPS’).

Please dtate your educational background and professiona experience.

| attended Horida State University, mgoring in mass communications. | am currently
enrolled in aMagter of Arts program at the McGregor School of Antioch University and will
receive my MA in Conflict Resolution in September, 2001. Prior to coming to Vermont in
1994, | worked for 17 yearsin Florida and Connecticut at the State and locd levelsin thefields
of consumer and disabilities research and advocacy, organizationa development and marketing.
Between 1994 and 1997, | owned and operated an organizationa development consulting firm
based in Montpdlier. | have over twenty years of management experience, including grants
management, contract supervison and adminigration in both large and smal organizations.
From 1996 to 2000, | aso served as an adjunct faculty member of the Woodbury College
Mediation and Conflict Management Certificate Program.

What are your responshilitiesin your current position?

| am respongible for administering the Department's Consumer Affairs & Public
Information Divison (“CAPI”). CAPI isresponsible for resolving consumer complaints against
regulated utilities and cable companies, advocating for policies which protect consumer interests
and educating consumers about utility issues so they can more effectively advocate for
themsaves. | supervise a gaff of four consumer advocates, represent the Department in palicy,
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legidative and public information initiatives related to consumer issues, and carry out DPS's
adminigrative responsbilities with respect to Vermont's Universal Services Fund.

What is the purpose of your testimony?

The purpose of my testimony isto recommend service qudity performance, monitoring
and reporting requirements the Public Service Board (“Board” or “PSB”) should impose on
Central Vermont Public Service Corporation (“CVPS’) in this docket. | also address a number

of consumer protection issues that arise from consumer complaints concerning the company.

SERVICE QUALITY & RELIABILITY PLAN

What service qudlity performance monitoring and reporting requirements do you recommend
be imposed upon CVPS by the Board?

| recommend that the Board impose a Service Quality and Rdiability Plan (“SQRP’)
amilar to the one approved by the Board in Docket 6107 for Green Mountain Power. The plan
DPS recommends is attached to this testimony as Exhibit DPS-DLF-1.

Why should the Board adopt the SQRP proposed by the Department?

In an environment of financid pressure resulting from increasing cogts, the inherent
suppodtion of arate request, it is particularly critica to ensure that incentives to cut costs do not
bring about a deterioration in service quality. With an SQRP in place, deterioration will readily
be identified by both the company and the Department, and remedid measures will be
undertaken.

The NARUC-sponsored report, Performance Based Regulation in a Restructured
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Electric Industry*, recognizes the link between incentives for cost cutting and service qudity
decline. They dtate, “[u]nfettered incentives to reduce costs could result in unacceptable
declinesin sarvice qudity. In the United Kingdom prices have fdlen since the advent of
competition in the generation business, but complaints about qudity haverisen.” (P. 37.)
Although this analysis was designed to address the question of performance-based regulation in
the move to retail competition, its conclusons remain valid in any environment where incentives
exist to cut costs. Whether the means of cutting cost isred cuts or fase savings from deferrd of
maintenance or reductions in necessary service personnd, the public interest demands quick
and effective means to spot and remediate service quaity deterioration, and, better yet, to
create financia disincentives to prevent deterioration in the first place.

An SORP serves other purposes as well. Objective measures tend to help companies
recognize their own problems early and make corrections before enforcement of the officia
plan is needed to bring about improvement. DPS has seen this phenomenon in response to the
Docket 5903 Service Qudity Index in telecommunications. In addition, it is an accepted truth in
management that what gets tracked gets measured, and what gets measured gets fixed. A well-
structured service quality plan ensures company management keeps its sghts fixed on those
indices most important to consumers.

An SQRP can dso build public confidence in the dectrica system. To do so, the plan
must be smple, understandable and connected to key service components and customer
satisfaction. Where the public has been concerned about quaity or about uncertainty during
times of change, an SQRP dlow regulators and the company to provide objective evidence of

gtable or improving qudity (assuming such qudity is maintained).

!Biewad, B., Woolf, T., Bradford, P, Chernick, P., Geller, S., & Oppenheim, J. (11/8/97).

Performance-based regulation in a restructured electric industry. Prepared for the National
Association of Regulatory Utility Commissioners. Cambridge, MA:Synapse Energy Economics. .
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A sarvice qudity plan can aso bring about improvement in service qudity where
historical performance suggests a need. By ratcheting up performance standards over time, a

company can gradudly improve service in targeted performance aress.

What basis exigsin statute for the Board to impose service quaity and rdliability sandards for
an dectric utilities?

Title 30 V.SA. 8§ 209 establishes the Board' s authority to set service quaity and
reliability standards. Paragraph (a)(1) grants jurisdiction over “[t]he. . . quality of any product
furnished or sold by any company” subject to the Board' s jurisdiction. This paragraph
establishes the basis for reliability standards, since the regulation of quality requires
measurement and atarget level that represents acceptable quality.

Paragraph (a)(3) of the same section gives the Board jurisdiction over “[t]he manner of
operating and conducting any business subject to supervision under this chapter, so asto be
reasonable and expedient, and to promote the safety, convenience and accommodation of the
public].]” This paragraph establishes the basis for service qudity sandards in order to establish
minimum levels that meet the definition contained in the Satutes, and to monitor company
performance in reation to those minimum leves.

Title 30 V.SA. 8§ 219 ds0 defines the obligation of eectric utilities (aswell as other
regulated companies) to “furnish reasonably adequate service, accommodation and facilitiesto
the public.” It tands to reason that this provison can only have meaning if it is possible to

measure the quaity of servicein order to know whether acompany is meeting its obligations.

What basis exigts in past Board orders for service qudity and reliability standards?

Severa Board orders during the past severa years have established a basis for service
qudity and rdiability sandards. Most recently, the find order in Docket 6107, Tariff Filing of
Green Mountain Power, found that the SQRP negotiated by Green Mountain Power and
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DPS established standards that “will benefit ratepayers, in part by giving GMP' s management
clear objectives on which to focus their attention.” The Board further characterized the SQRP
as“asolid initid service qudity and rdiability plan” (VPSB Find Order, Docket 6107, 1/23/01,
at 89). Although the GMP plan was reached through negotiation with the company rather than
litigation, the Board' s conclusions reflect the desirability of establishing such plans, and, as|
established above, the Board has the authority to impose service qudity and reliability
requirements.

The find order in Docket 5854, Investigation Into the Restructuring of the Electric
Utility Industry in Vermont, repeatedly refers to the need for sandards of service qudity and
reliability (VPSB Find Order, Docket 5854, 12/30/96, at 36, 37, 88, and 134). Although this
discussion occurs in the context of utility restructuring, its content is clearly relevant to the
monopoly environment in atime of financia pressure. Specificaly addressng the integrity of the
transmission and distribution network, the Board concluded it * should set high religbility and
service quaity standards, and establish performance-based incentives for their achievement.
Minimum service quality and reliability standards can be set on the basis of recent Vermont
experience, evolving sandards in other states, and cost and other relevant data’ (1d. at 88).

The emphasisin Docket 5854 on reliability and service qudity standards for distribution
utilities, moreover, was not restricted to performance-based regulation (“PBR”). At 134, the
Board observed that “regulation of traditiona service may best be accomplished through
dternatives to traditiona cost-of-service regulation,” but declined to require PBR, instead
encouraging investor-owned utilities to voluntarily propose PBR plans.

In addition to Docket 5854, the Board has adopted a number of other service quality
monitoring and minimum performance sandards in other industries, demondrating a trend
toward formalized accountability for service quality. In Docket 5903, the Board modified the
parties dipulated generic service quality index that now appliesto al tedlecommunications

providers. The generic index requires monitoring and quarterly reporting in nine performance
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areas. Although no automatic financid pendlties attach to missng annud basdines, service
below the basdine leve, by definition, fails to promote the safety, convenience and
accommodation of the public, and therefore, may be subject to financid pendties under 30
V.SA. 830(2) or other Board action to correct the deficiency.

In Docket 6167, Investigation into an Alternative Regulation Plan for New
England Telephone and Telegraph Company d/b/a Bell Atlantic-Vermont, the Board
accepted the parties’ stipulated agreement to a Service Quality Index as part of an dternative
regulation plan which includes financia pendties for missing basdlines sandards. In Docket
6101, Petitions for renewal of certificates of public good held by Mountain Cable
Company, the Board imposed the FCC' s customer service standards on Adelphia Cable and
included arequirement for quarterly monitoring and reporting. Recently, the Board adopted
Rule 4.900 requiring the tracking and reporting of eectric outage data.

Taken together these Board actions reflect a growing emphasis on performance

monitoring and minimum performance standards.

What approach to service quaity and reliability standards does the recommended SQRP take?

The SQRP specifies seven performance areas including atotal of 18 standards. Of
these 18 standards, basdlines are st in the recommended plan for 7, including thosein the
areas of customer service cal answer time, customer service cal abandonment, average days
to completion of aline extension, worker safety and rdiability. With respect to the remaining 11
standards, the recommended SQRP requires the company to work together with DPS to set
actual basdlines or performance thresholds by August 15, 2001, or to negotiate alonger period
of data collection before basdlines are established. If the company and DPS are unable to reach
agreement, the matter will be submitted to the Board for resolution by August 15, 2001.

With respect to customer service cdl handling and line extenson completion, CVPS
has adequate historical data to enable the establishment of basdines at thistime. In the area of
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reliability, DPS and the stat€' s electric utilities have been working together for some time to
establish definitions and data collection requirements, culminating in the reporting requirements
established through PSB Rule 4.900.2

In those areas where basdlines are not proposed, several barriers prevent their
establishment without further collaborative work with CVPS. In at |least one instance, CVPS
has not been monitoring the measure in question. Thisis true with respect to calls blocked
(those that reach abusy signdl). In other instances, the company currently monitors its
performance using an dternative method, and therefore historical data cannot be used without
further andlysis to establish abasdline. Thisis the case with respect to percent of bills not
rendered monthly, percent of bills found inaccurate, percent of actual meter readings per month,
percent of customer work completed by the promised ddivery date, average delay days for
missed ddlivery date, customer satisfaction following contact with the company, customer
satisfaction following work completion, overal customer satisfaction, and satisfaction with
payment posting.

For the reasons just stated, the plan establishes at the outset parameters of what must
be measured, as well as reporting requirements, but provides a deadline for CVPS and the
Department to negotiate the specific basdines. At the end of the negotiation period, the plan
requires CVPS and DPS to come to the Board for gpprova of the final product or for aruling

on any basdlines where the parties are unable to agree.

What aspects of service are covered by the recommended plan?
The plan recommends one or more performance measuresin eight broad areas of

sarvice that have a subgtantial impact on consumers. They include:

2DPS witness Steve Litkovitz addresses the safety and reliability measuresin detail in his

testimony.
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Cdl answering

Billing

Meter reading

Work completion
Customer satisfaction
Worker safety
Reigbility

N o o M w DN

What standards do you recommend for cal answering?

| recommend four standards within the broad category of cal answer performance.
Taken together, these four measures are intended to ensure that improvement in one area
cannot result in deterioration in another (e.g., cal answer time cannot be improved by reducing
the number of calsthat can get into the system). They are dso designed to measure
performance under routine conditions as well as outage Stuations.

The purpose of the performance areais to ensure consumers are able to reach the
company with reasonable ease. Standards combine calls to customer service representatives
and outage cdls in the same measures due to limitations of the company’ s telephone system’s
data capturing capahilities. In this repect, the plan differs from the standards approved for
GMP because GMP was able to track outage and customer service calls separately. The
method adopted in the recommended plan is reasonable in that consolidated monitoring of
outage and customer service cdls prevents the drive for strong performance in one areafrom
negatively impacting performancein the other.

The four cal answver performance standards (Exhibit DPS-DLF-1, Section V(1))
include: (a) percent of customers reaching a company representative within 20 seconds during
norma business hours, (b) percent of cals abandoned during norma business hours; (€)
percent of cals abandoned outside normal business hours; and (d) percent of calls blocked
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(cdllsreaching abusy sgnd).

(a) percent of customers reaching a company representative within 20 seconds during

norma business hours The company dready monitorsits own cdl answer performance.

Pursuant to the Memorandum of Understanding between the company and DPS in Docket
6120, Central Vermont Public Service Corporation Request to Increase Rates, approved
by the Board on 12/22/99, CV PS measures percent of calsto the call center answered within
20 seconds during normd business hours. Thelr interna god is to answer 80 percent in 20
seconds. Performance has fallen short of this standard in each of the past three years, with 62
percent, 63 percent and 66 percent answered in 1998-2000 respectively. Given the existence
of the historical data on cal answer performance, DPS recommends the use of a percent
answered in 20 seconds standard, rather than a standard based on 30 second answer
performance, as was adopted for GMP.

| recommend that the basdine for this standard be set margindly above the historical
performance leve in thefirg year with afurther tightening of the basdline in the second year of
the plan. Specificaly, | recommend afirst year basdine of 70 percent answered in 20 seconds,
with improvement to 72 percent in the second year. | note, firgt of dl, that the company’s
internal god is 80 percent. Secondly, the 70 and 72 percent service levels il fal somewhat
short of the 75 percent in 20 seconds leve required of Verizon in the service qudity plan
adopted by the Board in Docket 6167.2 An additional comparison exists in the Federd cable
customer service regulations, which require cable operators to answer 90 percent of calsin 30
seconds under normal operating conditions (47 C.F.R. §76.309(C)(1)(ii)).

Further support for a more stringent standard exists in other states' service quality
indices for eectric companies. Specificaly, the service qudity index adopted by Idaho in the
Scottish Power merger with Pacificorp requires an initid service level of 80 percent answered

3In Verizon'scase, financia pendlties attached to failure unlike the recommended CVPS plan.
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in 30 seconds, ratcheting to 80 percent answered in 20 by January 1, 2001, and 80 percent
answered in 10 seconds by January 1, 2002. More states have used 30 second answer
performance in eectric service qudity indices (e.g., Pennsylvania, New Y ork), making it
somewheat difficult to compare metrics. However, Pennsylvania s top two utilities performed a
88 and 80 percent of cals answered in 30 seconds respectively in 1999.

These examples from other states and other industries would justify an even more
gringent standard than the one | have recommended. The establishment of basdlines should be
guided, however, by a balancing among severd factors. In this particular instance, the costs for
each percent of improved performance depend upon how much improvement can be achieved
through process adjustments versus the addition of personnel. Because the costs are unknown,
| recommend amodest pace of improvement toward the company’ s own interna god and
performance levels of other companies documented above.

(b) percent of cdls abandoned during norma business hours This standard measures

the percentage of calls abandoned after reaching the CVPS telephone system, but before
cdlers utilize options in the interactive voice response system or reach alive operator if thet is
their choice. A high abandon rate typically indicates that callers are waiting too long to reach an
operator or that they find a particular voice menu confusing or frugtrating. Low abandonment is
an important measure of quality, Snce no customer service can occur unless consumers are able
to reach the company in atime and manner they find reasonable.

The company provided cal abandonment data for 1999 and 1998* (IR DPS 1-4-B)
showing an abandonment rate of 11 percent and 14 percent respectively. This abandonment
rate is surprisngly high in relation to other service quality indexes and companies. For example,

Green Mountain Power’ s abandon rate in 2000 was 6.72 percent. The top three distribution

“The company did not provide 2000 abandon data in response to an interrogatory requesting al

data since 1998, presumably indicating the data were unavailable.
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companies under Pennsylvanid s eectric service quality index had abandon rates of 3, 5 and 6
percent respectively.

In light of comparisons to other companies, and the lack of data to show 2000
performance (which | expect to show improvement), | recommend a basdline level of no more
than 5 percent of calls abandoned during norma business hours.

(c) Abandon rate: percent of cals abandoned outside normal business hours: This

gandard is Smilar to (b) above, but is intended to capture how effectively the company’s
interactive voice response system serves people caling after hours, typicaly regarding outages.
Because the company has not been tracking this aspect of performance in thisway, historica
data on which to set abasdlineis not available to me. Therefore, | recommend that the Board
require the company to negotiate with the Department and to submit a basdline to the Board for
gpprova as part of afina SQRP by August 15, 2001.

(d) Blocked cdlls. percent of customers blocked (reaching abusy signd): This standard
isessentia in order to make the call answer performance standards meaningful. Without dso

measuring a busy rate, companies could ensure they meet answer performance standards
smply by limiting the number of calls that can get to their telephone equipment, with the balance
of cdlsreaching abusy sgnd.

The company hasindicated it is able to measure the number of cals reaching a busy
dgnd asaresult of dl trunks coming into its central switch are fully loaded (IR DPS 1-5(d)).
Because the company has not been tracking this aspect of performance in thisway, historica
data on which to set abasdlineis not available to me. Therefore, | recommend that the Board
require the company to negotiate with the Department and to submit a basdline to the Board for
approvd as part of afind SQRP by August 15, 2001.

What standards do you recommend to measure billing performance?

Billing is a company activity that effects every customer, and is therefore a critical
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aspect of performance measurement. The proposed plan includes three slandard requiring

monitoring and at least aminimum level of performance: (a) percent of bills not rendered

monthly; (b) percent of bills found inaccurate, and (C) satisfaction with payment posting speed.
(a) percent of bills not rendered monthly: Consistency and predictability of receiving a

bill is one of the most basic needs of consumersin their relationship with any company. When
companies deviate from this consumer expectation, consumers express strong dissatisfaction,
such as the increase in consumer complaints DPS received when AT& T shifted from monthly
to quarterly billing for certain low usage customers.

In this case, the standard | have recommended is meant to assess performance of
CVPSin rdaion to its policy of monthly billing. Stuations that may result in failure to render a
bill monthly include identification by the company thet the bill contains a billing error, clericd
error related to account changes, or other circumstances related to the consumer’ s account.

The company hasindicated it is able to determine the percent of bills not rendered
monthly. Because the company has not been tracking this aspect of performancein thisway,
historical data on which to set abasdine is not available to me. Therefore, | recommend thet
the Board require the company to negotiate with the Department and to submit a basdline to the
Board for approval as part of afinal SQRP by August 15, 2001.

(b) percent of bills found inaccurate: The second aspect of billing performance of

concern to consumersis the accuracy of hills. There are two components of billing accuracy:
meter reading accuracy and the occurrence of other kinds of errors that can result in inaccurate
bills. This standard will measure how often abill that has been rendered to a customer is found,
either by the company or by the customer, to require adjustment due to inaccuracy for ether of
these reasons. | recommend the combining of these two aspects of performance in one
gtandard for smplicity and because the company indicates it is unable to measure meter reading
accuracy through any other means (IR DPS 1-5-).

Because the company has not been tracking this aspect of performance in this way,



© 00O N OO o B~ W N PP

I T =
N o o M W N B O

18
19
20
21
22
23
24
25

Department of Public Service
Deenal. Frankel, Witness
Docket No. 6120/6450

March 9, 2001

Page 13 of 28

historical data on which to set abasdine is not available to me. Therefore, | recommend that
the Board require the company to negotiate with the Department and to submit abasdineto the
Board for gpprova as part of afind SQRP by August 15, 2001.

(c) satisfaction with payment posting speed: This standard concerns the length of timeit

takes for the company to credit a consumer’s account after a payment has been rendered.
When companies are dow to post payments, a variety of negative consequences arise, from the
confusion caused hills that show an erroneous past due balance, to the possibility of
unwarranted disconnection notices and their attendant fees.

This standard is difficult to measure because typically companies do not have effective
automated means of documenting the gap between receipt and posting. Y et this performance
areais an important one to consumers and has been the subject of complaintsto DPS from
CVPS customers. Because of the difficulty of measuring the standard through any objective
means, | recommend that performance be monitored using consumer complaints directly to the
company and to DPS as an index. Because the company has not been tracking this aspect of
performance, historical data on which to set abasdine is not available to me. Therefore, |
recommend that the Board require the company to negotiate with the Department and to submit
abasdine to the Board for gpprova as part of afina SQRP by August 15, 2001.

How do you recommend meter reading performance be monitored?

| recommend that the company be required to measure monthly the ratio of meters read
in relation to those scheduled. Although this aspect of performance tends to vary seasondly,
when compared from year to year it provides a meaningful measure of the how well the
company maintains its meter reading workforce.

CVPS has been measuring what percentage of bills are estimated annually. They report
an interna performance measure of 1 percent of bills estimated (IR DPS 1-1 and 1-2) but have
not provided historical performance data. Because of the lack of historica data on which to set
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abasdine, | recommend that the Board require the company to negotiate with the Department
and to submit a basdline to the Board for approva as part of afina SQRP by August 15,
2001.

How do you recommend that work completion be monitored?

Work completion concerns the timeliness of line extensions and other customer-
requested work. It does not include outage recovery, since the SQRP's reliability standards
cover this aspect of service by measuring the duration and frequency of outages.

| recommend three performance standards concerning work completion: (a) average
days to completion of aline extenson from the date the customer is ready; (b) percent of
customer work completed on or before promised ddlivery date; and (C) average delay days for
missed delivery date. Taken together, these standards capture the two broad categories of
customer-requested work (construction and everything else), and ensure that those jobs that fall
out of the norma sequence are not alowed to languish.

(a) average days to completion of aline extenson from the dete the customer is ready:

The company has an internd performance standard of 30 days on this standard (IR DPS 1-2).
Actual performance was 41 days and 76 days in 2000 and 1999 respectively. The company
has indicated to me, however, that the tracking systems for this measure have only recently
been fully implemented, and that the historicd dataiis not an accurate indication of performance.
Line extensions are an agpect of service that is likely to produce consumer complaintsto DPS,
and the relative infrequency of such complaints concerning CV PS supports the company's
contention on this point. In addition, | believe the company's historical data includes "customer
not ready" delays, whereas the standard recommended here would exclude "customer not
ready"” Stuations.

For the reasons | have stated, | believe the company's own interna measure of 30 days

is an appropriate basdline. | am recommending, however, that the Board require the company
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to negotiate with the Department and to submit a basdine to the Board for approval as part of a
final SQRP by August 15, 2001. Thiswill provide an opportunity for DPS to understand fully
the impact of a 30-day basdine.

(b) percent of customer work completed on or before promised ddivery date: This

standard measures performance on al customer-requested work other than line extensions. It
includes both meter work and line work. The measurement concerns the degree to which the
company fulfills the expectationsiit establishes with customers for the date work will be
completed. Customers frequently make arrangements for time off from work and appointments
with other service people whose work is dependent upon completion of work by the company
based upon promised gppointment or ddlivery dates. Therefore, this measure, rather than a
measure of average completion interva, best conforms with consumer interestsin this case.

CVPS reports severd interna performance stlandards relevant to this performance
area. They include: 85 percent of appointments met; 90 percent of meter work completed by
due date; and back office backlog limits of two days (IR DPS 1-2). Historical data on
appointments met show 92 and 61 percent for 2000 and 1999 respectively. Seventy percent of
meter work was completed on time in 1999, with data unavailable for 2000.

Since CVPS has not been tracking work completion using the consolidated standard |
have proposed, | recommend the Board require the company to negotiate with the Department
and to submit a basdline to the Board for approvd as part of afind SQRP by August 15,
2001.

(c) average delay days for missed ddlivery date: My experience with ordersin which

the ddlivery date has been missed suggests that these are most likely to fal through the cracks
or involve extended periods of delay unless companies closaly monitor their subsequent
rescheduling and completion. This may occur because the origind delay isthe result of the
order having gone astray in the norma process or because the order presents some difficulty

that must be overcome. Because of the specid chalenge delayed orders can represent, it is
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appropriate to create a tandard that isolates this aspect of performance from the general work
performance data

CVPS has not been monitoring this standard. Therefore, | recommend that the Board
require the company to negotiate with the Department and to submit a basdine to the Board for
gpprova as part of afina SQRP by August 15, 2001.

What customer satisfaction performance measures do you recommend?

There are certain aspects of a company's performance that cannot be measured through
objective means, either because data systems do not exist to capture relevant information or
because quality is subjective by its nature. In these cases, service qudity indices generdly use
customer surveys to gauge performance. Although | generally prefer to use objective measures,
customer satisfaction surveying is in widespread use in performance based regulation and
sarvice quality indices established in conjunction with retail choice®

It isaso true that acceptable levels of customer service are partidly afunction of
consumer expectations. For example, an individua company’ s acceptable performance level
may come to be considered substandard if technologica or other changes enhance
performance for othersin Smilar industries and the company does not follow suit. Customer
satisfaction surveying helps ensure that service responds to such changing expectations.

The plan | have recommended includes three customer satisfaction measures to be
assessed by surveying customers using an independent, third-party contractor. One measure
will be conducted annualy, and the other two quarterly.

The firgt customer satisfaction measure in the SQRP is a quarterly assessment following

any customer-initiated contact with the company. This measureis intended to assess the qudity

°See for example Pennsylvania Adminigtrative Rules Title 52, 854.154, and Maine Public

Service Commission, Docket 92-345, Central Maine Power Alternative Rate Plan.
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of interaction, regardless of the nature of contact, encompassing reports to the company,
requests of the company, inquiries and complaints. The second customer satisfaction measurein
the SQRP is a quarterly assessment following completion of customer-requested work by the
company. Both of these measures require that a representative sample of consumers who have
interacted with the company in the previous quarter be pulled and that a qudified vendor survey
an adequate number of persons from the sample to produce satisticaly valid results.

Currently, CVPS conducts quarterly customer satisfaction surveys. The company has
an internd god of 68 percent of customers completdy satisfied with their last transaction (IR
DPS 1-2 and 7-15-d). Actud results have falen dightly short of this god for the past two
years, with 66.0 percent and 67.9 percent completely satisfied in 2000 and 1999 respectively.

Dr. Robert Mclntyre, Econometrician for DPS, has reviewed the survey methodology
currently being used by the company and has raised a number of questions concerning the
methodology. His concernsinclude response rates, cal back methodology and the ability to
draw conclusons within segments of the population. We have spent some time talking with the
company about these issue, and need to discuss issues further before we will be confident that
survey will reliably measure the recommended standard. Therefore, | recommend that the
Board require the company to negotiate the methodology and basdline with the Department and
to submit the results for gpprova as part of afinal SQRP by August 15, 2001.

In addition to the transaction survey, | recommend an overal customer satisfaction
measure be undertaken annualy by surveying a representative sample of al CVPS customers,
not just those who have had a specific transaction with the company. The company currently
surveys its customers annually to assess overdl satisfaction. In the 2000 study, 31 percent of
participants indicated they are “ completely satisfied” with CVPS, as compared with 32 percent
and 30 percent in the prior two years studies (IR DPS 1-4-g).

Asin the case of the transaction surveys, Dr. Mclntyre has reviewed the survey
methodology currently being used by the company and has raised a number of questions
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concerning the methodology. | recommend, therefore, that the Board require the company to
negotiate the methodology and basdline with the Department and to submit the results for
approvd as part of afind SQRP by August 15, 2001.

How are worker safety and rdliability addressed in the Department’ s testimony?
The substance of these performance areas is addressed by DPS witness Steve Litkovitz

in his tetimony.

What term do you recommend for the SQRP?

| recommend aterm of two years from the date of approvad of aFina Plan by the PSB
(see Section |, Paragraph 2). The Find Plan is considered to be the document negotiated by
DPS and CVPS on or before August 15, 2001. This plan, which will include mogt of the
basdline measures that cannot yet be determined, must be approved by the Board or standards
imposed by the Board if the Department and the company are unable to agree. The SQRP dso
includes the adoption of a successor plan at the end of the two-year term of the initid plan (see

Section |, Paragraph 3).

What financid consequences are tied to performance in the SQRP?

Theinitid SQRP has no financia consequences. The lack of historical data suggests the
need to monitor performance for a period of time to develop confidence in the basdines. |
recommend, however, that the Board require the company, as embodied in Section |,
Paragraph 3, to negotiate a successor plan at the end of two years that includes financid
pendties. By that time, adequate datawill be available to make any necessary adjustmentsto
the basdines and to establish reasonable financid consequences for failure to meet them. The
language of Paragraph 3 aso provides for the possihility of performance incentives to be

included in the successor plan.
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DPSis currently advocating in the legidature for a atutory amendment alowing for
performance-based regulation (PBR) for dectric utilities. If such legidation is enacted, it will be
possible to develop service quality pendties and/or incentives within the context of PBR. If
datutory authority is not available, DPS envisons service quality pendties and/or incentivestied
to the Company’s return on equity.

What will happen during the life of the SQRP if monitoring shows the company’ s service qudlity
fails to meet the basdlines?

The SQRP (Section |, Paragraph 4) specificaly reservestheright of DPS to use any
other remedies available under law to address substandard performance. The statutory
authority in 30 V.SA. 8 209(a)(1) & (3) clearly establishes the jurisdiction to address service
quality issues. Further, the language of 30 V.SA. § 30 (a)(2) establishes the Board' s authority
to pendize acompany for violating 30 V.SA. § 219, the obligation of utilitiesto “furnish
reasonably adequate service, accommodation and facilities to the public.” Although DPS sees
the first two years of the plan as an opportunity to monitor performance and ensure the integrity
of the basdine measures, if the monitoring were to reved serious deficiencies, and the company
did not remediate them, pendties are available under the law.

In addition to the authority described above, the SQRP includes a provision for
customer service guarantees in the initia two-year period (see Section |, Paragraph 6). To the
maximum extent possible, the company should be required, as reflected in Paragraph 6, to offer
waiver of feesfor service not provided on atimely bas's, provided that the company isable to
obtain tariff gpprova for such guarantees. | recommend that the revenue foregone by the
company in such cases be imputed.

Most important for ensuring service qudity, the SQRP includes a provision for
remediation in the event performance fails to meet basdline standards (see Section 111,

Paragraph 4). In any quarter where performance falls more than ten percent below any
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standard, or where performance does not meet any standard for two consecutive quarters,
CVPS mugt, within 30 days of the end of the quarter, submit a corrective action plan indicating
how it will remediate the failed standard. This provison, dong with the requirement of Section
[11, Paragraph 9 that DPS and CV PS meet regularly to discuss service quaity issues, are

intended to ensure a continuing focus on achieving ahigh leve of service quality.

CONSUMER PROTECTION ISSUES

Do you have any concerns regarding the application of PSB consumer protection rules by
CVPS?

Y es, there are severd areas where consumer complaints have derted DPS to practices
of CVPS that appear to be inconsstent with Board Rules.

Before | detail those areas, | would like to put the complaintsin perspective. CVPS
has done a reasonably effective job in the past severd years of contralling the rate of consumer
complaints to DPS. The company has maintained a moderate complaint rate per 1000
customers during the past severd years as shown in the following table:

Number of Complaints per Electric utility
Year Complaints 1000 customers Stete average
1995 260 19 14
1996 217 16 13
1997 111 0.8 0.8
1998 108 0.8 0.7
1999 221 16 15
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2000 119 0.8° na

As shown, CVPS s rates have generally been low for the past severa years. In
addition, the company established an interna goa of reducing regulatory complaints by 10
percent as a part of the Memorandum of Understanding in Docket 6120, Central Vermont
Public Service Corporation Request to Increase Rates, which they appear to have met in
2000. Thus, dthough my concerns about CVPS s gpplication of certain rulesis predicated
upon consumer complaints, | am not testifying that CVPS has an extensive or widespread
problem with its handling of consumer contacts.

Notwithstanding my testimony above, the facts of a single complaint can reved through
informd investigation how a company gpplies PSB rules. In this manner, the CAPI divison has
identified the following concerns regarding CVPS's consumer practices:

. Cases in which the company cannot demondirate through its records that it has
consdered the criteria for reasonable repayment plan contained in PSB Rule 3.302 (G)
and it appears from the circumstances of the case that the criteria were not gpplied.
(See for example, Exhibit DPS-DLF-2, case numbers 89421, 89427 and 89660.)

. Cases in which the company appears to have misgpplied the provisions of PSB 3.302
(B) (5) concerning a doctor’s note to forestall disconnection. (See for example, Exhibit
DPS-DLF-3, case numbers 90397 and 88865).

. Cases led usto discover that the company’ s tariff isin conflict with PSB Rule 3.302
(F), the household rule. (See for example Exhibit DPS-DLF-4, case numbers 88023
and 87892.)

. Casss that raise concerns about the manner in which consumers are moved from the

The 1999 customer base was used to calculate this rate since 2000 annual reports are not yet
available to determine 2000 customer base.
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company’s Resdential Rate 1 to the Generd Service Rate 2. (See for example Exhibit
DPS-DLF-5, case numbers 85479 and 87033.)

What does PSB Rule 3.302 (G) require?

Rule 3.300 concerns Disconnection of residential gas, electric, telephone and
water service. Section 3.302 (G) requires that companies consder “the income and income
schedule of the customer, if offered by the customer, the customer’ s payment history, the size of
the arrearage and current bill, the amount of time and reason for the outstanding bill and
whether the ddinquency was caused by unforseen circumstances’ in establishing a*“reasonable
repayment plan.”

What practices of CVPS implicate PSB Rule 3.302 (G)?

Consumer complaints continue to indicate that, in some cases, CVPS does not consider
the criteria for reasonableness articulated in the rule. The examplesincluded in Exhibit DPS-
DLF-2 involve consumers who contacted DPS describing circumstances covered by the
reasonableness criteria where reasonableness had gpparently not been taken into consideration
by the company.

Department witness Christopher Campbell previoudly raised thisissue in Docket 6120
with regard to the company’s Integrated V oi ce Response tel ephone system. The issue has not
previoudy been raised in relation to consumers who reach a customer service representetive

(CSR).

What action should the Board take in relation to CVPS compliance with PSB Rule 3.302 (G)?
The Board should require the company to comply with the Rulein dl cases. Asan ad

to CSRsin gpplying the Rule, and to document compliance, the company should be required to

build into its system for call handling a script for applying the reasonableness criteriaand a



w

© 00 N o o b

10
11
12
13

14
15
16
17
18
19
20
21
22

>

Department of Public Service
Deenal. Frankel, Witness
Docket No. 6120/6450

March 9, 2001

Page 23 of 28

requirement for documentation of how the script was applied. These records should be retained
for no less than 24 months. In this way, compliance will be assured and, when complaints do

arise, the company will be able to document to DPS the steps that were taken in the case.

What do PSB Rule 3.302 (B)(5) and 3.301 (D) require?

Section 3.301 (D) defines aphysician’s certificate. It establishes that such certificates
arevalid for 30 days to prevent disconnection, and may be renewed once. Further, the section
providesthat a certificate is limited to two consecutive 30-day periods and atotal of three 30-
day periodsin ayear.

Section 3.302 (B)(5) prohibits disconnection when interruption of service would
“represent an immediate and serious hazard to the hedlth of the ratepayer or aresdent within
the ratepayer’ s household, as set forth in a physician’s certificate furnished to the company.”
The Rule further providesthat ora notice by the consumer that a physician’s certificate will be
forthcoming’ is sufficient to forestall disconnection for seven days.

What practices of CVPSimplicate PSB Rule 3.302 (B) (5) and 3.301 (D)?

Consumer complaints indicate that the company sometimes counts the seven-day ord
notice period as the use of a physician’s certificate (see Exhibit DPS-DLF-3, case number
90397). Since ord notice by the consumer only forestalls disconnection for seven days, a
disconnection may occur on the next day on which the rules do not otherwise prohibit
disconnection (i.e., the eighth day) if the certificate is not received. Therefore, when a cusomer
invokes the seven-day oral notice provision, but does not in fact produce the certificate, the
seven-day period may not be counted toward the three 30-day certificates permitted in a year.
The case cited indicates that CVPS does not dways adhere to this provision.

"PSB Rule 3.303 (A) (4) makes clear the consumer can provide the oral notice.
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In addition, it is unclear whether CSRs routindy volunteer information about the
possibility of aphysician’s certificate when consumers reved information about medica

conditionsin conversations about delinquent accounts.

Wheat action should the Board take in relation to compliance with PSB Rule 3.302?

The Board should require the company to comply with the provison s of 3.302 (B) (5)
as outlined above. In addition, the Board should require the company to affirmatively inquire of
every consumer who contacts the company to discuss a delinquent account that is in danger of
disconnection whether any person in the household would suffer an immediate and serious
health hazard if power were disconnected. In the event that the consumer answers affirmatively,
CVPS should be required to inform the consumer of the rights provided under PSB Rule 3.302
(B) (5) and should document that this information has been provided. These records should be
retained for no less than 24 months. As an aid to CSRsin gpplying the Rule, and to document
compliance, the company should be required to build into its sysem for cal handling a script for
gpplying and documenting this particular Rule. In thisway, compliance will be assured and,
when complaints do arise, the company will be able to document to DPS the steps that were

taken in the case.

What does PSB Rule 3.302 (F) provide?

Rule 3.302 (F), the Household Rule, states that “a company shall not disconnect or
refuse service to a customer due to a ddinquent bill owed by another person unless the person
owing addinquent bill, resulting from service to that household, resdes in the same household.”
The Rule has been subject to much confusion in its application through the years.

Asthe Rule gates, the definition of household is connected to the people; not the place.
In order make a person other than the delinquent account holder responsible for a past due hill

as a condition of receiving service, both persons must have lived together and received service
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a the time the delinquent hill wasincurred.

Although the utilities argue that the Rule requires them to provide service that may
benefit persons with delinquent accounts (e.g., when anew person, who was not part of the
definition of “household” when the bill was incurred, movesin and gpplies for service), it is
equaly the case that the household rule adlows the company to hold a household (meaning the
people) responsble for abill regardless of the dwelling place. Thus, from a collections
perspective, the provision cuts both ways.

Does CVPS comply with the household rule?
No. The company’ s tariff conflicts with this Rule (Exhibit DPS-DLF-6, Fourth Revised
Sheet 15.1). The tariff provides that the company may refuse service “in the name of another

resdent of the premisesif the customer is ill aresident of the premises. . .”

What action should the Board take in regard to the company’ s compliance with Rule 3.302
(F?
The Board should require the company to amend its tariff to comply with the Rule and

to modify its practice to ensure compliance in the future.

What issues have been raised in consumer complaints regarding the application of CVPS
Generd Service Rate 2?

The cases in Exhibit DPS-DLF-5 reflect the problems consumers have brought to
DPS s attention with regard to Rate 2. There are two issues:
1 How consumers get switched from Rate 1, Residentid, to Rate 2, Generd Service; and
2. What isthe threshold isfor billing demand charges on Rate 2.

Please explain how the switching of consumers from Rate 1 to Rate 2 has arisen in consumer
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complaints.

Rate 2, Genera Service, is higher than Rate 1, Resdential. Also, thereis not demand
component of Rate 1, whereas, on rate 2, if peak demand exceeds 5 kW, the consumer is
charged for al kW above thefirst 5 kW. A personisdigiblefor Rate 1 if usageis
predominantly "single-phase eectric service a secondary voltage for domestic purposesin
private resdences, individua apartments and farms.” Incidental use for other purposesis
alowed as long as the service meets the criterion of "predominantly” resdentid.

Case 85479 seemsto indicate that CV is sometimes arbitrary in how they move
consumers to Rate 2. For example, the case notes reflect that “business signage outside a
location isone signd that arate 1 might be more properly desgned as arate 2, but that any
means whereby co. [S¢] personnd (i.e. meter readers or csrs[Sic]) may become aware of a
potentia rate class misclassification leads to further investigation by the company” and
“uniformity by is not guaranteed.” The result of this process seems to unfairly target people with
home-based businessesin away that seems to conflict with economic policy that encourages
the growth of this segment of our economy and causes unfairness to individua consumers, as
described by Mr. Kedlan, the subject consumer in case number 85479.8

If the company becomes aware that a consumer is operating a home business, they
may, but don’'t consstently, put the consumer on Rate 2, and ingtall a demand meter. The
company has no sandard means for determining what "predominantly resdentia usage’ means,
and therefore people may be placed on Rate 2, and then move to the demand measurement

somewhat arbitrarily.

What action do you recommend the Board take to correct the problem you have identified?
Before moving the consumer to Rate 2, the company should be required to provide the

8Mr. Kedan gave permission for release of his name in connection with this case.
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consumer with the opportunity to demondtrate that he or sheis predominantly residentia by
means of a Federd Tax return showing that less than 50 percent of the home spaceis used for
business for purposes, or other reasonable means the consumer may propose.

| recognize that space and usage are not necessarily correlated. Thus the company may
have reason to believe that a consumer who uses less than 50 percent of the home for business
purposes dill is not * predominantly resdentid.” In such cases, | recommend thet, if the
consumer's usage is 1,800 kWh per month, and the consumer is running a business out of any
part of the home, the company should aso have right to move the consumer to Rate 2, only
after providing the consumer with the opportunity to show the usage is unrated to the business
being conducted.

What is the problem with the threshold for billing demand charges on Rate 2?

Currently the company's tariff provides three dternative tests to determine whether
demand should be messured:
1 consumption exceeds 1,800 kWh for 2 consecutive months
2. 8kW or more of connected |oad determined from gppliance name plates
3. 5kW of actua demand as measured by a demand meter

The estimation of connected |oad is problematic because there is no differentiation of
resdentid and commercid gppliances and it assumes dl gppliances are actudly in use. In
addition, 5kW istoo low athreshold for charging for demand. For example, three hair dryers
used a once will trigger the 5kW threshold. In fact, typicaly utilitiesingtall 10kW transformers
as astandard for resdentia service where one transformer serves one house because they

regard 5kW as too low for resdentid service.

What action do you recommend the Board take to address the problem you have identified?
| recommend that the Board require the company to diminate estimation as a bass for
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the decision to measure demand on Rate 2 and rely solely on a consumer reaching 1,800 kWh

of per month for two consecutive months.

Q. Does that conclude your testimony?
A. Yesit does.



